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ABSTRAK 
Dimulainya Jaminan Kesehatan Nasional (JKN) pada 1 Januari 2014, tenaga kesehatan dituntut 
untuk memberikan pelayanan yang baik kepada pasien peserta JKN, baik di rumah sakit pemerintah 
maupun rumah sakit swasta. Penelitian ini bertujuan mengetahui gambaran kepuasan pasien peserta JKN 
berdasarkan kualitas pelayanan kesehatan pada ruang rawat inap di RSUD Andi Djemma Masamba 
Tahun 2015. Jenis penelitian yang digunakan adalah kuantitatif deskriptif. Populasi pada penelitian ini 
adalah pasien rawat inap yang menggunakan BPJS di RSUD Andi Djemma Masamba sebesar 5.401. 
Penarikan sampel menggunakan purposive sampling dengan besar sampel 110 orang. Analisis dilakukan 
secara univariat. Hasil penelitian diperoleh bahwa responden yang menyatakan puas terhadap keahlian 
dan profesionalisme dokter sebanyak 77,3%. Puas terhadap keahlian dan profesionalisme perawat 
sebanyak 70%. Puas terhadap sikap dan perilaku sebanyak 76,4%. Puas terhadap aksesibilitas dan 
fleksibilitas sebanyak 61,8%.  Puas terhadap reliabilitas dan dapat dipercaya sebanyak 84,5%. Puas 
terhadap pemulihan layanan sebanyak 79,1%. Puas  terhadap servicescape sebanyak 86,4%. Puas 
terhadap reputasi dan kredibilitas sebanyak 67,3%. Puas dengan kualitas pelayanan sebanyak 50,9%. 
Kesimpulan penelitian ini adalah pasien puas terhadap keahlian dan profesionalisme, sikap dan perilaku, 
aksesibilitas dan fleksibilitas, reliabilitas dan dapat dipercaya, pemulihan layanan, servicescape, reputasi 
dan kredibilitas, dan kualitas pelayanan. 
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ABSTRACT 
Being begun National Health Assurance (JKN) on the 1
st
 of January 2014, health officer was 
strived for always giving a good quality of service to patient as a participant of JKN in government 
hospital and also in private hospital. This research was made to know the description of JKN patient 
satisfaction generally based on health service quality in hospitalization  room in Local Common Hospital 
Andi Djemma Masamba in 2015. Kind of this research was descriptive quantitative. Population was 
hospitalize patient that used (Social Assurance Organized Unit (BPJS) in Local Common Hospital Andi 
Djemma Masamba which was 5.401.  Sample was taken using purposive sampling which was 110 people. 
Data analysis was univariate analysis. The results of this research were respondent who felt satisfy with 
doctor competence and professionalism was 77.3%. Respondent who felt satisfy with nurse competence 
and professionalism was 70%. Respondent who felt satisfy to attitude and behavior was 76.4%. 
Respondent who felt satisfy to accessibility and flexibility was 61.8%. %. Respondent whi felt satisfy with 
reliability and credibility was 84.5%. Respondent who felt satisfy with recovery of service was 79.1%. 
Respondent who felt satisfy to servicescape was 86.4%. Respondent who felt satisfy to reputation and 
credibility was 67.3% with service quality qas 50.9%. The conclusion of this research was patient felt 
satisfy with competence and professionalism, attitude and behavior, accessibility and flexibility, 
reliability and credibility, recovery of service, servicescape, reputation and credibility. 
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